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| Within 10 Days CSD will:

| 1. Confirm Receipt of Contact w/Customer
| 2. Assign Reference Tracking Number
3. Refer Contact to Utility w/ all information

or Correspondence.

Utility will:

1. Review the Issue

2. 1.D. type of Complaint
3. Respond to Customer
4, CC CSD with Response

CSD Rep reviews the issue and

responds then_

Refersto | | Advises |

W

Utility Responds Utility and
to Cust and CSD Customer
' o Resolve | |

CsD Utility do |
Reviews not Resolve |
Additional | CSD assigns |
Info and I.C. # |
I— ....I__ ——

Response |

SRR |

- CPUC Informal Complaint Process

CSD Supervisor CSD Supervisor
reviews complaint contacts

and utility utility supervisor
response and to review

sustains utility position taken

position

/ Next Step is

i CSD writes ‘

| letter to consumer |

| with CC to utility |

| andincludes |

| SUPERVISORY

| APPEAL
procedures

CSD reviews
| response from
| utility for |
| compliance and |
consistency
with company |
policies and |

Utility notifies CSD .—--—)t procedures and

of no Resolutlon

forms an _
\“informal” opinion |
| re. complaint

£ .

. L]
CSD Supervisor responds by
letter to consumer with CC to

utility and includes consumer
informal conference procedures

Next Step is
=

| Utility reviews CSD position

N
\)
i 4

Utility complies

with CSD position

o

" Consumer notified

 of settlement by CSD |

I €

g“, _informal conference
&/ option -
—

Informal Conference is held with impartial
commission representative, Decision
Maker from Utility and Consumer

S = 7
3 = 1,
LI S |
No Settlement reached. CSD Commission
settlement | sends Letter to consumer | determines not
reached | verifying settlement with under CPUC
jurisdiction

CC to utility

Commission representative writes up outcome of
meeting and makes a recommendation which is
then forwarded to CSD

e
e

CSD reviews and determines an
| opinion, sends within 15 days to
both parties :

Utilities Favor

= CSD advises consumer of formal
complaint process and mail papers

| » Sends consumer other decisions |

/, + Advises consumer they must
" return formal papers within 15

T ] days or impounded money
|Utility holds posﬂmn notiF ies. | dispersed to utility

_CSD within 5 working days Ny e — E——

g '
" Time lapsed no paper filed,
CPUC sends money to utility

>4l

CSD will review all formals before docketed

' CSD sends formal bapers |
~and opinion to consumer | |
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